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ABSTRAK 
 
 
Sri Hartanty. NPM. P100 130 007. Pengaruh Kualitas Layanan Terhadap 
Kepuasan Pelanggan CV Tans Collection di Surakarta. Program Pasca 
Sarjana Magister Manajemen Universitas Muhammadiyah Surakarta. 2015. 
 
Tujuan penelitian ini adalah kontribusi responsivs (responsivs), jaminan 
(assurance), bukti fisik (tangible), empati (empathy), kehandalan (reliability) 
terhadap kepuasan pelanggan. Dan kontribusi responsivs (responsivs), jaminan 
(assurance), bukti fisik (tangible), empati (empathy), kehandalan (reliability) 
secara bersama-sama terhadap kepuasan pelanggan. 
Populasi dalam penelitian ini adalah seluruh instansi yang menjadi 
pelanggan CV Tans dan diambil sampel 100 instansi. Data dikumpulkan dengan 
kuesioner yang telah dibuat sebelumnya oleh peneliti yang berisi pertanyaan 
mengenai responsivs (responsivs), jaminan (assurance), bukti fisik (tangible), 
empati (empathy), kehandalan (reliability) terhadap kepuasan pelanggan dan 
sumber datanya adalah konsumen yang menggunakan jasa layanan CV Tans. 
Adapun hasil pengujian dalam penelitian ini adalah nilai t untuk variabel 
responsivs (responsivs) mempunyai nilai t sebesar 2,649. Nilai t sebesar 2,649 > 
0,350, artinya responsivs memiliki kontribusi terhadap pelanggan. Nilai t untuk 
variabel jaminan (assurance) mempunyai nilai t sebesar 2,664. Nilai t sebesar 
2,664 > 0,309, artinya bahwa jaminan memiliki kontribusi terhadap pelanggan. 
Nilai t untuk bukti fisik mempunyai nilai t sebesar 2,125. Nilai t sebesar 2,125 > 
0,233 artinya bahwa bukti fisik memiliki kontribusi terhadap pelanggan. Nilai t 
untuk variabel empati mempunyai nilai t sebesar 2,423. Nilai t sebesar 2,423 > 
0,233 artinya bahwa empati memiliki kontribusi terhadap pelanggan. Nilai t untuk 
variabel kehandalan mempunyai nilai t sebesar 2,049. Nilai t sebesar 2,049 > 
0,234 artinya bahwa kehandalan memiliki kontribusi terhadap pelanggan. 
kontribusi responsivs (responsivs), jaminan (assurance), bukti fisik (tangible), 
empati (empathy), kehandalan (reliability) secara bersama-sama terhadap 
kepuasan pelanggan. F hitung sebesar 46,936 pada level of significant α  = 0,05, 
sedangkan nilai Responsive (responsive), jaminan (assurance) bukti fisik 
(tangible), empati (empaty), dan keandalan (reliability) secara bersama- sama 
memiliki kontribusi signifikan terhadap pelanggan. 
 
 
Kata kunci : kualitas, kepuasan, pelanggan 
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ABSTRACT 
 
 
Sri Hartanty. NPM. P100 130 007. Effect of Service Quality Customer 
Satisfaction CV Tans Collection at  Surakarta. Thesis. Post Graduate Program 
of Magister Management, University of Muhammadiyah Surakarta. 2015. 
 
The objectives of this research are responsivs contribution (responsivs), 
assurance (assurance), physical evidence (tangible), empathy (empathy), 
reliability (reliability) to customer satisfaction. And contributions responsivs 
(responsivs), assurance (assurance), physical evidence (tangible), empathy 
(empathy), reliability (reliability) jointly towards customer satisfaction. 
The population of this research is all agencies that become customers CV 
Tans and taken a sample of 100 institutions. Data were collected by 
questionnaires that have been made previously by researchers with questions 
about responsivs (responsivs), assurance (assurance), physical evidence 
(tangible), empathy (empathy), reliability (reliability) to customer satisfaction and 
source of data is the consumers who use the services CV service Tans. 
.The result of the study in this research is the t value for the responsivs 
variable. t value for responsivs is 2,649. The t value of 2,649 > 0,350. It means 
that responsivs have contributed to customers. The t value for the assurance 
variable. t value for assurance is 2,664. The t value of 2,664 > 0,309. It means 
that assurance have contributed to customers. The t value for the tangible variable. 
t value for tangible is 2,125. The t value of 2,125 > 2,55 It means that tangible 
have contributed to customers. The t value for the emphaty variable. t value for 
emphaty is 2,423. The t value of 2,423 > 0,233. It means that emphaty have 
contributed to customers. The t value for the reliability variable. t value for 
reliability is 2,049. The t value of 2,049 > 0,234. It means that reliability have 
contributed to customers. Contributions responsivs (responsivs), assurance 
(assurance), physical evidence (tangible), empathy (empathy), reliability 
(reliability) jointly towards customer satisfaction. The value F count > 0,05 , then 
the model is good enough selection of variables responsivs, assurance, tangibles, 
empathy, and reliability are correct . 
 
   
Key words : Quality, Satisfaction, Customer 
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